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1CHAPTERI
INTRODUCTION
DESIRE TO THE INTRODUCTIONOF A COMPUTER
In recent years , the commercialbanking system of Hong
Kong has been subjected to considerablepressures resulting from
changing trends in business , financial and social institutions.
The most visual trend is the changing compositionf deposits ,
the contrasts of the relative growth rates of demand deposits
with that of savings and time deposits , and the developmentof
branch banking . In Hong Kong , the tide towards multiple - office
banking is running strong . Most banks gear themselvesto
' retail ' operations, offering a broad range of banking services
in easily accessiblebranches in order to reach a wider segment
of the population. Owing to the competitionfor deposits , banks
are forced to broaden the scope and extent of the services free of
charge or charged off against income derived from offsetting
balances. As a result , the overall operatingcost increases.
The increase in number of cheque payments by business and
governmentresulted in a dramatic rise in the volume of cheques
Bleared annually through the commercial banking system . Together
with this , the velocity of deposit turnover has increased. This
has been caused by the trend towards the buying and selling of
the stocks among other things . The sorter - reader and proof -
machines which are used prevailinglyhave only limited applicab -
2Ility. Thus, double- handling and sheet- by- sheet posting become
luxuries in daily bank operations. It is necessary for bank
management to search for a device to couple with above trends,
to reduce the operating costs, to solve the space problem in
branches and to decrease the number of clerical workers. They
also recognize the fact that by admitting the necessary mass-
production techniques in handling monetary transfers they will
be free to give more personal service in the other aspects of
banking which are of more significance.
Electronic data. processing( E. D. P.) systems, in a
rather short period of time, have progressed to a point where
they are increasingly being used as the basis for improved
and highly efficient business data processing. Bank management
realizing it as an efficient method of maintaining the detailed
records required in the many bank- depositor relationships, are
tempted to adopt computerization. However, the introduction of
the computer can produce quite dramatic changes in the bank
situation, for example, in the organization of clerical work,
in information and control functions, in the kind of work the
staff is required to perform and in. the number of clerks and
managers needed to do this. Often the management only concent-
rates on technical factors and ignores or fails to understand
the organizational or social consequences of computerization.
PURPOSE, RESEARCH METHODOLOGY, AND LIMITATION
OF THIS STUDY
3PURPOSE OF THE STUDY
The principal work of this study is to find the before-
after reactions of the employees to the introduction of a
computer system into their work environment. The effect of
computerization in the bank system is selected for investigation
because of various reasons. Firstly the installation of computer
is increasingly popular in Hong Kong. Among the computer users
in Hong Kong, the commercial banks are the majority group.
Besides, commercial banking has the distinct advantage of being
a narrowly defined industry with a high order of homogeneity.
Computerization, as applied to bank operations, is equally
well-defined and homogenious. Thus the complex effects of the
computer upon the bank employees can be distinguished more
easily by comparison.
In Hong Kong, some banks may install the computer because
of status, following the current trend, or installing a computer
as a necessity in business operations. Managements which want
to reduce the costs during the change, the costs of hold-ups
and delays in the early days of installation, will be tempted
to move rapidly ahead with technical change without thinking
through the human relations implication of what they are doing.
However, the overall computer system, including the
personnel interfaces, is perhaps as important, or may be more
important, than the 'hardware' or mechanical capabilities
pvovided by manufacturers which are generally satisfactory
Whether it will work effectively and achieve the desired
4results will depend to a large extent , however, upon the kind
of people who use it and the degree of their adaptationto the
E . D . P . systems.
The bank employees, who may have worked for years in
secure and sheltered environmentand who expect this condition
to continue, may resist change , because they think that the
equipmentis about to take over their work . So the under
standing of the attitudes of the employees towards computeriza-
tion in banking is valuable in achieving efficient operation of
a computersystem .
The aim of this thesis can be consideredin two aspects .
One is to enable the general public to understandthe impacts of
installing computersin local banks . Another is to cause the
bank managementto realize :
1 ) That introducinga computer can affect the structure
of a firm , the organizationof departments, the nature of work
and attitudes and behavior of employees.
2 ) That different individualsand groups within a firm
will react in different ways according to their own particular
needs , values and interests.
3 ) That precautionsand different strategies are needed
in order to cope with this .
RESEARCH METHODOLOGY
The approach of writing this thesis includes the review
of literature and field work conducted locally
5Literature Research. As computerization can bring
dramatic changes in business and industrial organizations toward
increased efficiency, it can stimulate increased labor turnover.
Surveying and understanding the reasons for employee resistance
to change in the work setting has been and continues to be a
popular area of study for many social scientists.
The study of organizational change has brought forth
many findings pertaining to the impact of automation upon
organizational structure and to the implications of subsequent
employee role changes for such variables as job satisfaction
and alienation. Hoos 1 found, for example, that low employee
morale and worker displacement were consequences of increased
office automation in twenty business firms in the San Francisco
area. On the other hand, Jacobson2 and others found that
employee job satisfaction increased with increased automation
within the office setting.
It is apparent that findings related to the impact of
automation upon employees often seem contradictory, particularly
1Ida R. Hoos, "The Impact of Automation..on Office Workers,"
International Labour Review, (1968). p. 368-88.
2E. H. Jacobson, D. A. Trumbo, Gloria Cheeck and J. Nagle,
"Employee Attitudes Toward Technological Change in Medium Sized
Insurance Company," Journal of Applied Psychology,(1959).
p. 349-54.
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6when we hear that increased automation elimates jobs in one
setting but creates jobs in another, or that decision-making
power of employees varied in opposing directions under different
increased automation conditions. It is interesting to know
whether the employees in Hong Kong react to the change in
the same way or in some different ways with that of the foreign
countries.
As there are few local publications on computers and
human relations and there has never been any research on the
impact of computerization in banking systems in Hong Kong, I
proceeded to carry out a study in order to understand the
effect of computerization on bank employees in Hong Kong.
Field Work. A study was conducted to get an overall
view of the effects of computerization on bank employees. The
data for this study were gathered from the written, oral, and
observed reactions of 120 bank employees in.Hong Kong in the
latter part of 1972. The bank employees were selected randomly
from banks of two categories: banks which computerized and banks
which have not yet gone into computerization. A brief question-
naire was administered to each of the participating bank employees.
The questions referred to wide range of variables including
demographic variables, attitude variables in the situation in
which the change takes place, and policy variables adopted by
management for introducing the change. (See Appendix I).
Each question required the individual to check the most
applicable alternative from a set of fixed answers. The presnnt-
7ation of the findings concentrates on the relationships of the
variables to the reactions of the employees to the bank comput-
erization and, the discussion of results stress the interpret-
ation of why the variables were associated with the employees'
attitudes.
Besides the delivering of questionnaires, short personal
interviews were carried out with the personnel officers in some
banks. The interviews were short and precise, and pre-designed
questionnaires were used during each interview. On visiting
the banks, observations were made of work performance and group
behavior and the hierarchy of the bank organizations in order
to get some ideas of the systems of individual bank as a n aid
in comparing these systems of banks which have computerized and
those which have not yet gone into computerization.
LIMITATION OF THE STUDY
According to the Statistical data in the Annual Report,
1972, there are a total of licensed banks 73 operated through
360 offices in Hong Kong. Among these banks,only nine are
computerized, at present. A list of these banks is presented
in Appendix II. Samples were selected from these banks and from
banks which have not computerized yet, Thus the banks which
Hong Kong Government Publications, Hong Kon Annual
Reports 1972.. p. 51.
8participated in the survey are locally-incorporated Chinese
banks and local foreign banks. However, throughout the study,
the names of the participating banks will not be identified.
The study was intended as an investigation of the attitudes
of bank employees before and after computerization. However, it
was not possible to find any bank which was going to be computer-
ized or were in the process of being computerized within this
research period. So instead, a survey was carried out to find
out and compare the attitudes of employees of banks which are
computerized and of banks which have notyet gone to computer-
ization. The size of the banks participating in the survey is
nearly the same. They are among the biggest and prominent few
in Hong Kong.
There are impacts on all employees including senior,
middle and junior staff members, but I will concentrate mostly
to the impacts on junior workers. These groups are predominantly
the routine clerical and administrative workers of the bank.
The computerized banks mentioned in this thesis, refer
to those banks with computer system fully working, that is,
they had gone beyond the period of development and initial
implementation of the system. In other words, the computerized
banks in the survey are designated as those banks which had
been computerized for over two years and which had installed
their own computer equipment.
9APPLICATIONS OF COMPUTER IN BANKING
The impact a computer has on a bank will depend very much
on what it is used for. Banks which merely automate existing
clerical procedures and use their computers as high powered
accounting machines may find that no fundamental organizational
changes are caused by the new systems. But in some cases, the
installation of computer may cause the elimination or combination
of departments and thecontent of both managerial and clerical
jobs will be greatly changed. In this way, these new procedures
alter the traditional bank situation they will be seen by
bank employees as affecting their present jobs and their future
careers and both clerks and managers are likely to react to
them in a very ambivalent way. In the discussions of the effects
of the computer, we have to consider the types of applications
of computers in banking. Not all of these applications are
necessarily implemented in Hong Kong at this time. But the
following discussion indicates what can be done.
Demand Deposit Accounting System, In this.system,
detailed account information is normally maintained. The
input documents from which the data are captured, for example,
cheques, deposits, etc., are printed with required information
in magnetic ink. The encoded information is then interpreted
by the magnetic ink character sorter, and the items read are
sorted into selected pockets. Under program control the items
are validated, selected information is read into memory, dollar
controls are accumulated,. pocket selection determined, and the
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required data transferred to magnetic tape. During this conver-
sion run, all transactions are verified for their validity and
made ready for posting to deposit ,accounts. Then all informat-
ion is sorted and merged so that all transactions will be in
account number sequence.
The computer system then begins the account maintenance
involving. operations to:
1) Update current ledger balance by matching and posting
debits and credits to the appropriate accounts.
2) Note and refer all irregular transactions such as
cheques drawn against insufficient, held, or uncollected funds,
stop payment suspects, dormant account activity, unpostable
items, activity against refer accounts and large items.
3) Adjust uncollected funds for new deposits and down-
date existing information.
4) Assemble information for a daily transaction journal
and a trial balance of all accounts.
5) Assemble information of those accounts for which state-
ments are, to be prepared that day.
6) Accumulate various statistical and control information
such as input controls, general ledger controls, status of stop
payments.
7) Update account analysis information.
8) Update an aggregate account balance to be used for
computation of average monthly balance.
9) Change account records on introduction of record change
information such as service change status, address change and so
forth.
The data are then output in the form of printed statements
or a statement action tape. The printed statements include:
1) Trial balance or status report,
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2) Transaction journal,
3) A report of all exceptional items including cheques
drawn against holds, dormant account debits and other irregular
items,
4) Other reports containing infromation on holds and stop
payments and accounts with zero balances, etc.,
5) Periodic reports.
Central Information System. The bank central information
system permits bank personnel to examine quickly all facets of
a customer's relationship because the complete record is immedi-
ately available.
The automatic locate file can quickly determine whether
a particular individual does any business with the bank and, if
so, what departments he used and with what accounts he is related.
Besides, several other types of information can be
obtained from a central information system, such as:
1) Current balances in both chequing and savings accounts,
together with any 'hold' orders or stop-payment notices.
2) Unpaid balances on any outstanding loans and informat-
ion about any delinquencies.
3) Accrued interest to date in loans and 'pay out' accounts4
4) Status of a customer's trust account or investment
account.
Other types of management information which an automated
central information system can provide are:
1) The total actual and contingent liability of a certain
customero..,
2) The bank's present cash and reserve position.
3) The total number of chequing and savings accounts and




Installment Loans. Outstanding loan balances are updated
as installment payments are made, delinquent payments are flagged,
and service charges and penalties computed. The computer enables
management to know the costs and profitability in connection with
the various types of loans, the individual loan performance
rewords of each of the bank's lending officers and many other
types of management reports which will permit the management to
decide whether specific requests for loans should be granted or
rejected.
Mortgage Loans. Maintaining escrow accounts for insur-
ance, and others, and periodic problems of varying the amount of
the monthly installment. There can also be program for accepting
or rejecting mortgage-loan applications.
Cost Accounting. The computer provides information for
the development of better cost control systems. The computation
of the total cost of operating a bank and the proper allocation
of expenses to departments and functions can be accomplished by
the computer in a much quicker and more efficient manner.
Money Management and Portfolio Selection. Programs are
developed for bond-trading analysis designed to determine when
specific bonds in the bank's portfolio should be sold.
Asset Management. The computer aids in asset management
formulating models which indicate the desired ratios between
the various components of the balance sheet. In the establishment
13
of an asset management program weighted values are given to both
the internal and external characteristics of the bank. The
principal internal factors are the reserve requirements, the
structure and the nature of the deposit accounts, the trend in
loans, the capitalization, and the scheduling of income. The
primary external factors are the general economic conditions,
including the community and trade area served by the bank, and
the open-market operations*
Capital Investment Decisions. The decisions involve
computation of the average rate of return, cash flow, estimated
future earnings, depreciation, interest costs, present value of
future payments, physical deterioration, obsolescene, estimated
recoverable salvage, and other similar factors. Capital invest-
ment proposals for banks may be made for many different purposes,
such as new or remodeled or enlarged banking quarters, new
branches, and equipment replacements. Sometimes a decision must
be made as to whether it is better to buy facilities outright or
to rent.
Market Research and Follow-up. This permits bank
management to guide the efforts and evaluate the results of the
business development personnel. Coded data from census reports
of each district's market potential are sorted in memory tapes
by a number of relevant classifications. The potentialities of
banking services in the bank's trade area is then examined.
Personnel Utilization. A system of punched cards for
personnel classification is coupled to the computer. It can be
14
used to locate the individuals of certain desired characteristics,
classifications and abilities and can pre-determine a schedule
of how many tellers are required at various locations to render
satisfactory customer service at each hour of the day on the
various work days of the week.
Since the approach to computerization depends on the
needs and desires of a particular bank, the applications for
each bank are slightly different. But the most widespread
appeal in Hong Kong is the central information system with
its locator file. Portfolio analysis, cost accounting and
budget control are also found in some banks.
15
CHAPTER II
WORK ORGANIZATION AND STAFF ATTITUDES PRE COMPUTERIZATION
THE ORGANIZATIONAL STRUCTURE OF THE BANK
We now look at the organizationas a whole and then turn
to group and individual characteristics of bank employees. We
shall see whether there is any factor exerting great influence
on attitudes to bank computerization. Let's first discuss
the organization of a commercial bank before the installation
of a computer. Illustration I shows a typical hierarchy of
bank positions within the bank organization.
Broadly speaking, there are two divisions within the
bank. One consists of positions responsible for making loans,
such as installment loans, and mortgage loans, etc. The other
one is responsible for current operations such as dealing with
cheques and deposits etc. The operations division is most
often affected by change in routine and technology. The focus
of this research, therefore, will be upon those positions
within this division (bookkeepers, proof machine operators,
sorters, filers and general clerks).
In order to understand what the bank clerks are referring
to when they comment on their jobs and the likelihood of the
change in job content, it is necessary to know something of the
16
ILLUSTRATION I
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Source: Extracted from 'Commercial Bank Management'
by Reed.
routine work handled by the operations divisions.
Routine work in the operations division can be divided
into two principal functions-- handling credits and handling
debits. Credits are either cash which inflow in exchange for
deposit claims and cheques passed into the bank over the
counter by customers, or credit notes and cheques coming from
other branches or banks. Debits are cash handled across the
counter in return for customers' cheques, or money paid out
of customers' accounts to meet cheques, drawn on the bank.
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With both credits and debits the amount must be listed clearly
and the cheques sdrutinised to see that figures and words are
appropriately filled in and the customers' signatures are
identical with the bank's records. Once a debit cheque is
paid or a credit is received, this credit item, except cash
must have a corresponding debit item. The total cash paid
in is balanced with the cashiers' books after the counter has
closed in the afternoon of the day. These transactions are then
ledger posted. This means that the amount paid out or in is
listed on the customer's account record and a new balance worked
out. Then these credits, debits and balances are listed on
customer's statements so that a customer can be given an
up-to-date statement of his account on his request. A final
clerical operation is dealing with the journals. This is the
gathering together of all totals produced by different bank
sections, including both machined sub-totals (totals kept by
the accounting machine) and the sub-totals of odd accounts which
have been dealt with manually. These section totals are used
to produce a grand total of all debits and credits handled
by the bank that day. All sub-totals and grand totals are
recorded in a 'journals summary' which is then.:,entered into the
bank's general ledger.
In order to cope with these operations and with its
customers, the bank employs several different categories of staff.
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The supervisors supervise proof department operations,
report errors to tellers and customers, assist in bookkeeping
operation. The cashiers, who are sometimes called tellers, handle
cash and cheques at the counter and are in face-to-face relation-
ship with the customers. The control clerks are responsible for
the payment of cheques and for examining that these cheques have
been correctly completed by the customer. In some branches of
certain banks, the tellers will perform the job of the control
clerks. The proof machine operators list and balance all incoming
cash letters and deposits, prepare out-going cash letters, prepare
the recap and balance of the department. The bookkeepers post
cheques and deposits to accounts and balance the end-of-day
totals. Sometimes, there is a journal clerk to perform the
balance of the end-of-day totals. The filers cancel and file
cheques and file other documents. The sorters sort cheques and
deposits into alphabetical order for bookkeepers. The address-
ograph clerk maintains addressograph file on all accounts, new
account ledger sheets and miscellaneous media required by the
statment clerks. The general clerks assign account numbers,
handle clerk orders, photocopy work, and return items, assemble
information for various reports, prepare trial balances, and
prepare short lists.
Usually, prior to the introduction of E.D. Pb systems,
operations department employees complete the tasks of keeping
track of customer account balances and cheques and other varieties
19
of paperwork through manually operated devices known as posting
and proof machines. These machines are operated by a few machine
operators. Under this more manual system of operation, the need
for coordination between the various departments of the bank is
quite high. Illustration 2 shows a basic operations work flow
and the extent of interrelatedness of staff members when a
customer's cheque comes to the bank for payment.
ILLUSTRATION 2
WORK FLOW-CHART BEFORE E.D.P.
Income Items Daily Branch Bank Work
(Cheques and deposits (Cheques and deposits










After a brief and simple description of the work flow
of the operation department, we proceed to consider the char-
acteristics of the bank clerks and their attitudes to their
present jobs in the non-computerized banks.
GROUP CHARACTERISTICS
In each bank and its branches, samples of interviewees
were taken among those clerks whose work was likely to be altered
by the computer, in other words, those jobs which are eliminated
or changed after the installationof a computer.
The total number of respondents was fifty, thirty-two
men and eighteen women. The sample in the survey, consists of
people occupying the jobs listed in Table 1•
The interviewees are evenly distributed in three age
groups. Only 30% of them are belonging to the youth group,
that is, below 25, 40% are in the middle-age group and the
remaining 30% in the later middle age group.
Most (62%) of the interviewees had worked in the banks
for over 5 years. 24% of them had stayed in the bank for more
than two years, and only 24% of them joined the banks less
than two years ago.
SOCIAL CHARACTERISTICS
Perhaps it is because of a basic requirement of the banks
21
TABLE 1
JOBS OF THE RESPONDENTS
No. of Respondents
Job Men Women Total Percentage
011 22%Senior officers, supervisors 11
6 12%Bookkeepers 5
2 1 6%Tellers 3
0 2 2Controllers 0o'
01 1 2%Filers
2813 14General Clerks 54%o
1832 50Total 100%
that most of the male interviewees had been to middle school and
some of them had passed their G.C.E. 101 levels and some of them
had even attended commercial coerces and had passed certain
oversea examinations, for example, Z.C.C.
When they were asked why they had decided to become bank
clerks, most of their replies were the stability of job (40%).
Twenty-two percent of them replied interest in the work, the
other 16% were attracted by what they believed to be favorable
conditions of work. The remainders gave positive reasons and it
was unusual for any of them to give negative reasons such as
lack of training for anything else.
The women bank clerks, as a group, were slightly different
from the men. Most of them were graduated from middle school and
10 had attended special courses on shorthand or typing after
22
leaving school.
Most feminine replies to the question why they had
decided to become bank clerks were 'interest in the work' and
'the stability of job'. It is slightly different from the male
group is that some of them joined the bank with negative reasons
such as lack of training for anything else.
Most interviewees joined the bank on leaving school, and
the majority remained for several years, about 54% of them. So
it is not surprising to find that their replies tend to emphasize
feature of job stability.
In the banks, men generally work in the higher status
and more responsible jobs and women usually engage in task that
were simpler or involved the use of accountancy machines. These
were not many career women in the bank with a position higher
than supervisor.
ATTITUDES TO THE OLD SYSTEM OF WORK
Various aspects of employee attitudes to the work itself
and their job-satisfaction are considered. On the assumption
that the degree of attraction to the job may tend to lower among
those who find themselves in a given occupation by constraint
rather than by individual choice, we can measure their job-
satisfaction by means of a few questions. As most of the employees
had worked in the bank for many years, we consider both the
attraction and the acceptance of the employees to their job as
the indication of job satisfaction.
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The respondents were asked what they liked most and
least about their jobs in hoping to compare their replies with
that given by the computerized bank employees. Four other
questions were also asked.
Table 2 and 3 show the employees' replies on their likes
and dislikes of their job.
TABLE 2
















































There was little unanimity in the clerks' replies on
their likes and dislikes of their jobs. Indeed, the answers
showed that many clerks had a rathernegative approach to their
jobs. A large portion of them were unable to think of anything
they especially liked or disliked. 22% of them have no idea of their
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most desirable features and 40% can't think of the most undesir-
able features of their job. This is perhaps due to their work-
ing in the job for such a long time. 34% of them referred to
the f interest of works and the other 24% to the t stability of
position'*
Men and women tended to have similar opinions although
men were more inclined to speak approvingly of the interest of
their work and women seemed to have little positive identifica-
tion with the tasks they were responsible for, Perhaps it is
due to the fact that women regard their job as less important
in comparison with their activities after work. Their reasons
for taking up clerical work were mostly negatived Some said
they had become bank employees becausethey did not want factory
work or because they were not trained for anything else.
However, according to the results which are presented in
Table 3, the majority of them said routine and monotony were the
aspects of work they liked least. From their point of view, the
bank jobs were small routine jobs with narrow job specialization,
particuarly for those women whose jobs were both demanding and
dull. Sometimes their task was a simple listing of data from
cheques and vouchers.
In the questionnaire,..four more questions were included
to provide an indication of job satisfaction. The employees
were asked whether they would go into a bank ifthey were
starting their careers again, and whether they would like their
26
sons to become bank clerks. What are their promotion prospects
and their reasons in becoming bank clerks? Results are shown in
Table 4.
TABLE '4
INDICES OF JOB SATISFACTION
men
Women
Thinks Would Likes Would like
become a the son to bepromotion
bank clerk 'interest' a bankprospects












Clerks who believed their career prospects to be good
and whose reason in becoming bank clerks was the interest of the
work, are regarded as those with high job satisfaction. Although
this measuring method is rather rough, the indices suggested
men were more satisfied than women. As mentioned earlier in
this chapter, the chances for promotion for women working the
bank is actually much less. The other reason is that women are
not highly job-oriented and their main interests are not directed
to their jobs.
Furthermore satisfaction varied considerably with length
of service. Moderate at the outset, it decreased rapidly during
the first year, but rose steadily thereafter. Most male
interviewees had been working in the bank for a longer time
than those female interviewees it is not surprising that job
satisfaction among men were higher.
On a whole, the job satisfaction for either men or
women was not high. The indices revealed that not many bank
clerks would choose banking as a career again or would encour-
age their sons to take it up.
ATTITUDES TO THE IDEA OF OFFICE AUTOMATION
Questions were asked in order to discover the clerkst
attitudes to office automation. They were asked about the effect
of computer on clerical work as career, about their opinion of
the effect of computerization on the bank and about the degree
to which they think will be affected by the introduction of the
28
computer.
Most of the staff were knowledgeable about office
automation. Most of them thought in terms of advantages for
the individual clerk. Sixteen percent of the girls interviewed
thought that it would affect clerical workers in a undesirable
way, while only 6% of the men had an unfavorable impression.
(Refer to Table 5). It an be seen that the clerkst impress-
ions of how the computer would affect their jobs were rather
vague. Women had a bleaker picture than men a factory
type environment full of machines, a reduced need for women
staff, and an increase 'tih.-monotonous work. Men predicted
general organizational change although they were uncertain about
its nature but they also saw the computer as eliminating routine
and monotony.
TABLE 5
THE EFFECT OF COMPUTER ON CLERICAL WORK AS A CAREER
For the For theMake no Don' t
difference better knowworse
Men 62 8 16
Women 1 11 33
Total 279 95
Percentage 10% 18% 18%54%
29
TABLE 6








Table 6 presents the results of asking whether, in
general, they thought the effect of the computer would be
favorable or otherwise. They unanimosly agree that it was
entirely favorable. This is perhaps due to the widespread
application of computers in banking and the conventional comput-
erized banks are among the largest and are prominent and have
high prestige.
We last wanted to find out how the clerks thought the
introduction of computer would affect themselves personally.
Table 7 shows that most of the clerks-thought their work would
have some changes. Most of them (62%) thought the computer will
make their work more interesting and easier and only a few were
anxious about redundancy. This lack of anxiety about redundancy
was almost certainly a product of the clerks' bank environment,
Bank clerks have always known security and the majority supposed
30
TABLE 7
ON THE INTRODUCTION OF THE COMPUTER,
HOW' YOU PERSONALLY WILL* BE AFFECTED?
Men Women Total
I shall be redundant
or transferred 1 1 2
My work will become:
More interesting 6 115
Less interesting 1 0 1
Easier 12 153
Harder 01 1
Different in other way, 11 165
I don't know 13 4
Total 1634 50
that it would continue. They were certain that some staff would
be displaced by the computer, but they saw this displacement
leading more to the transfer of staff to other branches, than to
redundancy.
A few clerks suggested that the bank's relations with
its customers would change, and the opinion was almost unaminous
that such a change would be for the worse. They said the
replacement of human by machine would abandom the friendliness
and the close relationship between the bank staffs and the
customers.
31
FACTORS INFLUENCING THE CLERKS' ATTITUDES
We now try to identify some of the reasons for the
different replies from the clerks. Why did they view the
consequences of office automation in different ways? There
are many reasons influencing their attitudes such as class,
background, education and job status. In this survey, as
nearly 80% of the respondents haven't any answers for the column
of their parents' occupation, it is not possible to differentiate
whether they come from middle-class homes or working-class homes.
We only consider the relationship between education and job
status and the attitudes to the idea of office automation. We did,
however, find a relationship in the opposite direction. For girls
with G.C.E. were more likely to see the change as unfavorable than
those who had no higher academic qualifications. This seemed to
be a rational reaction. These girls had entered the bank with good
scholastic qualifications and probably higher aspirations than
the unqualified or less qualified girls, and they therefore had
more to lose from a system which increased the mechanical and
routine nature ofwork.
This study of the non-computerized banks did not provide
any convincing basis for the relating of status to the acceptance
of change. Certainly the male bank clerks were more favorably
disposed towards change than the women and they tended to be in
the higher status jobs.
Besides, there are several factors related to their
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attitudes. First, girls who had always worked in the same branch
of the bank were far more favorable to change than those who had
moved around from branch to branch. They welcome change as a
means for relieving a monotonous work routine.
Secondly, men who believed their promotion chances to
be good were very likely to see the general effects of automat-
ion as favorable. These men believed that their future was
secure. They had reasonably high job satisfaction, they were
identified wth the bank's interests, and had confidence in bank
policy, and they did not feel threatened by the computer.
It seemed that the most significant factor conditioning
the bank clerks' attitudes to the idea of a computer was how
they saw the change as affecting themselves. Girls, particularly
those who were bored enough to welcome any change thought it a
good idea. Men on the other hand believed they would not be
affected very much by the change and, providing their career
prospects were good, they were prepared to welcome it as a
means for improving the efficiency of the bank.
In conclusion, however, we must say that most of the
bank clerks are apathetic to the introduction of the computer
as they don't really anticipate any change in their banks within
the next few years.
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CHAPTER III
WORK ORGANIZATION AND STAFF ATTITUDES POST-COMPUTERIZATION
In this chapter we look at the bank with electronic data
processing system, reviewing various changes occuring throughout
the bank, seeing what the bank clerks thought.ab out the computer
system and how they see and interpret its effects on themselves
as individuals and the bank as a whole. The analysis presented
in this chapter is based in the survey of employees in the
computerized banks.
WORK ORGANIZATION
With the installation of the computer, the routines
carried out in completing daily bank operations are radically
changed. Some of thebanking operations such as the entry of
normal credits and debits, the alteration of basic account
information, the addition of new accounts, the deletion of
closed accounts, the accumulation of statistics for management,
the daily printing of the current balance of every account and
the printing of the required statements are completed automatic-
ally. Detailed records of customer accounts are no longer
compiled by thebranch and the branch managers had to rely on
the computer center to provide them with the information.
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In Illustration 3, we can see the basic work flow in
banks under EoD.P.
ILLUSTRATION 3
WORK FLOW CHART UNDER E.D.P.
Income Items Daily Branch Bank Work
(Cheques and deposits (Cheques and deposits








By installing the computer, many previously separate but
related functions are subsumed into one electronic operations.
The $.D.P0 system caused some jobs to become obsolete, for
example, bookkeepers, proof-machine operators and sorters. This
job elimination reduces the extent to which employees are brought
into contact with one another in the job. The job for each
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clerk within the department becames more routinized and inde-
pendent. The amount of coordination previously required among
departments to complete daily bank operations is considerably
reduced too.
Some of the employees who, are recruited to do the jobs
associated with the computer such as key-punch operation, computer
programming and inscribing, have to readjust their working hours
to fit the demands of the E.D.P. system.
In Hong Kong, owing to the shortage of space, especially
in the Central District, some of the bank offices have to
reshuffle desks and work places to satisfy the structural
requirements of the computer complex. Staff members are forced
tommove away from good friends on the job. This of course
depends upon the extent to which their own jobs-were changed,
and how each how related to the computer systeio These changes,
then, are indicative of some subsequent role changes which were
required of all employees after computerization took place.
The most evident impact on employment is that fewer
clerical workers are needed to cope with the volume of paper
work. Usually, the banks have several ways to deal with those
redundant ataff after the change-over to an E0D.P, system. In
some instances some employees may be given new jobs associated
with the new computer system. Other employees are transferred
to neighboring departments if the bank is large enough, and
still others may be given very menial assignments such as
filing and making routine reports. Those who remain with the
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organization after installing an E.D.P. system have to adjust
themselves to the changed environment in some way.
Levinson1 provides a number of alternative behaviors
available to employees in these circumstances, among which are:
1) apathetic conformity, where the staff member simply
goes along with the new changes, even though he may be opposing them.
2) a significant alteration of ones s personality and
role conceptions to harmonize more successfully with the demands
of the new system.
3) the employee may rise to sufficient power within the
organization to make structural changes more congruent with his
own attitudes and behaviors.
The most likely alternative and the one most frequently
observed in the present bank situation is apathetic conformity.
In other words, the employees simply go along with the new policies
of bank officers and apathetically accept the changes in procedure.
In the following paragraphs, we shall see how the employees
in the survey react to the changes.
There is often a very big gap between the actual and the
employees' perceived effect of the office computer. Naturally,
each employee's reaction to his immediate job differs somewhat from
that of every other employees, because of thenature of the part-
icular job and the differences in personality.
1Levinson, D. J. in Smelser N., and Smelser, W. T. (ed.)
Personally and Social Systems, New York: John,Wiley, .1963 0
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GROUP CHARACTERISTICS
Before setting out to analyse their reactions, it is
worth pointing to the distribution of jobs in the sample of
seventy employees in those participating computerized banks.
TABLE 8
THE JOBS OF THE SAMPLE
Job Number Percentage
Supervisors, Senior Officers 6%4
Bookkeepers, Accountants 7%5
Tellers, Cashiers 35 50%
Controller 1 1%
General Clerks 25 36%
Total 100%70
The total number of respondents are seventy, twenty-seven
men and forty-three women.
This time, the interviewer distributed unevenly to the
the three age groups. Most (56%) of them are under 24, 39% of
them are between 25 and 34, and only 5% are between 35 and 54.
In examing the duration of employment in the banks9
33% of the interviewees had worked in the banks for over 5 years,
36% of them had stayed in the banks between the period of two to
five years, and 31% of them had only joined the banks recently.
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Since the participating computerized banks had installed their
computers more than two years ago. We only want to concentrate
on theemployees who have worked in the bank before the E.D.P.
system installation. The reaction of employees with less than
two years with the bank will be neglected in the follwoing
analysis.
All the men and women still had middle school education,
perhaps this is the basic qualification requested by the banks.
It is surprising to find that 4% had special commercial training
in technical college and 34% of them had passed some oversea
elaminations including G.C.E. and Z.C.C. It is believed that
higher qualification in commercial training is not required for
the jobs under computerization as most of the jobs which required
more sophisticated commercial technique eg. bookkeeping and filing
become redundant.
GROUP REACTION
The job satisfaction of the clerks is relatively lower
than those in the nnn-computerized group.
In table 9, it is obvious that the percentage of clerks
saying that they like the 'interest' of their work, or that they
believe in their promotion prospects to be good, or that they
are willingly to become a bank clerk or that they desire for their
son to become a bank clerk are quite low.
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TABLE 9
INDICES OF JOB SATISFACTION
Men
Women
Would likeLikes theWould becomeThinks





5% 1%10 % 3%
0%
0
However, it should be pointed out that 35% of all the
respondents still specify job stability as one of their reasons
in deciding to become bank clerk.
The indices show that few bank clerks would choose
banking as a career again or would encourage their sons to
take it up.
In asking the interviewees on what they liked most and
least about theirjobs, the replies tend to be different from
that made by the employees of non-computerized banks.
Table 10 and 11 show the distribution of the employeest
replies on their likings and dislikings of the job. The most
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TABLE 10






















distinct difference is that more employees tend to reply that
the most undesirable feature is 'routine and monotony' and
answers indicating 'the interest of work' are fewer. This
again supports the finding that job satisfaction is much lower
among employees of computerized banks. In Chapter 2, the findings
suggest that men were identified more with their work than women
and women were less job-oriented, their main interest and
attention lie outside of their work situation. The attitudes of
women in this group is the same or even improved while the men
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TABLE 11






















now appear less contented.
It appears that men with experience of the computer system
regard the increase in bank computerization a limiting factor to
their chance of advancement. This is partly because the expansion
of computerization clearly leads to an amalgamation of functions
in the branches and a reduction in the number of senior posts
available. Added to this, they are generally uncebtain as to
what extent computerization would affect banking in the future.
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CLERKS' PERCEPTION ON THE EFFECT OF THE COMPUTER ON THE BANK
AND ITS BRANCHES
The clerks were asked about the effects of computer on
the bank. There was a great diversity of opinions on the ways
in which bank work had changed. The number of employees making,
favorable or unfavorable comments is shown in Table 12 and 13.
TABLE 12







Those who viewed computerization as unfavorable commented
that there were more routine jobs, more overtime work, more
paper being printed out, all of which could lead to a deterior-
ation in relationship and service with the customers. It
seems that the clerks' anxiety about these possible consequences
of the new system had grown considerably although most of them
appreciated the potential of the computer, the accuracy of post-
ing and the neatness of work. The consensus of opinion on the
machine's advantages were that work had now become easieror facter
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TABLE 13
ON THE INTRODUCTION OF THE COMPUTER,
HOW'YOU PERSONALLY WILL BE AFFECTED?
PercentageTotalWomenMen
I shall be redundant
8 10%5or transferred 3
My work will become:
62 705More interesting 4
61 705%less interesting 5
28%2213Easier 9
8 10%Harder 53
19%16Different inother way 6 10
18%158I don't know
100%8133 4II
and that the branches now had less work to handle. The computer
will make the balance period easier and generally lightens the
compilation of returns.
It is surprising that a majority of the staff did not
mention a reduction of work. However, we have already referred
to the fact that the bank's business is continually increasing,,
Also, the clerks thought that they had heavier responsibility
and Heavier work load and that some of the tasks were combined
into one.
It can be seen that there were not many dramatic changes
7
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in the banks affected by the E.D.P. as a result of the introduct-
ion of computer. The advantages of the machine were a speeding
up of work procedures and a reduction in the amount of branch
accounting processes through the transfer ledger because state-
ments are posted in the computer center., These advantages were
somewhat offset partly by the increasing difficulty in tracing
errors and mainly by the fact that detailed account, information
was no longer kept at the branches. However, the majority of
staff believed the computer had been a success from a bank's
point of view and that electronic data processing was the best
way to cope with the ever-increasing business demands.
HOW THE CLERKS THOUGHT THE COMPUTER HAD AFFECTED THEMSELVES
When clerks were asked to analyse how the computer
had altered the different aspects of their jobs, the following
result was discovered.
Table 14 shows that most of the clerks believed the
computer had increased the need for.accuracy in their jobs.
Both men and women had the same response. About 23% believed
that-the computer had increased the amount of work they had to
do. The,computer is usually viewed as a means to reduce work and
yet this is offset by rapid increase of banking operations.
Henceforth it is not surprising that the employees had more
work to do. Out of the total respondents, 21% thought that
the computer requires more careful planning from them. This is
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TABLE 14
THE EFFECT OF COMPUTER ON DIFFERENT ASPECTS OF THE JOBS
More No Change LessAspects of Job
The degree of accuracy demanded 9%77% 1 4%
The amount of work 23% 34% 43%
27%21% 51%The requirement of planning
The feeling of security 26% 60% 14%
29%The span of responsibility 40% 31%
Skill during work 26%37% 37%
29%Interest of work 37% 43%
21% 23%56%Importance of position
24% 31%44%Variety of job
23%Amount of supervision 30%47%
60%29% 11%Social status prestige
17% 69% 14%Pay or reward
19%33%47%Requirement of judgement
66% 29%Promotion chances 6%
probably because they realize that under E.D.PO, errors must be
detected or traced more keenly by the bank employees. One third
of the respondents regards the computer as a machine that re-
quires heavier responsibility from the employees while nearly a
half replied that they now had to use more judgement. It is
not difficult to find the reasons why they answer in such a
way.
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In the pre-'computerized period, records for each
customer are kept in the bank. For every transaction, the
employee had to search from the cardex the card containing the
information of that particular customer. After the bank had
computerized, however, the counter-clerk can punch the relevant
data into some kind of teletypewriter and hence the data together
with the new balance will be printed out simultaneously. Thus
the work of receiving the cheque, for example, and the payment
to the customer are all*handled by one counter-clerk only while
previously two clerks are engaged in each transaction for a
customer. So the respondents thought they had heavier respon-
sibility and thus more judgement was needed.
Over a third of the respondents, women in particular,
said that the work was now less interesting, while nearly a
half, again women in particular, said their work was less varied.
Similarly, 50% of the respondents pointed out the inability
of controlling the speed of their routine. These replies are
identical with the feature they disliked most-- 'routine
gnd monotony'*
Only a few felt their security of employment had been
damaged by the computer, again a contradictory response in view
of the association of computer with redundancy. This is perhaps
due to the fact that E.D.P. department staff had seemed confident
that banking was still a secure occupation. They realize that
the process of computerization had so far caused little reduction
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of staff and they expect this situation to continue. They believed
business would expand faster than automation and jobs would not
be eliminated. However, only 6% of them are confident that greater
chance of promotion would arise after computerization. This again
accords with the belief that management of the middle level will
be reduced and gradually be eliminated after computerization.
Thus each clerk was asked his individual view on the
impacts of computerization on clerical occupations as a whole
and the results are shown in Table 15.
TABLE 15
THE EFFECT OF COMPUTER ON CLERICAL WORK AS A CAREER
Women Total PercentageMen
For the worse 13 21 34 49%
2 6%Make no difference 2 4
8 22For the better 14 31%
.10Dontt know 6 14%4
Nearly one-half of the clerks in the E.D.P. affected
department thought computers had threatened the clerical career
of both men and women. On the other hand, about two-thirds of
them believed that it is worse for females. The majority believed
that the prospect of males looking to banking as a career had
remained unchanged. They suggested that office work would
become less interesting and varied for girls and that there would
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be fewer opportunities for them to make dareers in this trade.
Commercial courses for girls were seen as becoming redundant,
for in the future computers would make their work like that of
factory-workers. As a result of direct experience of automation,
they viewed unfavorably the computer's effect. Now only a few
thought the clerical workers' prospects were more favorable in
comparison with the number of employees (two-third) in those
non-computerized banks who thought clerical workers prospects
favorable.
In addition to the above questions, the clerks were also
asked on howthey personally would be affected by the computer,
The replies are very contradictory. Some said that the computer
offered no advantages to them while others pointed out that their
daily routine work would be enlightened. But on the whole, the
computer was seen as bringing to individuals more disadvantages
then advantages. They regarded boredom and monotony as being
accompanied with computerization. They complained that there
were now more routin jobs than in the pre-computerization
period. Men and women were complaining that the computer had
made their work,more impersonal. Under the traditional system,
clerks interested in knowing the name, the account and above all
the financial situation of their customers. Now the details are
stored in the computer and are not identifiable as readily. In
the removal of ledgers and narrative statements, a customer's
account is no longer regarded as an interesting seties of
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transactions. Instead, it is more of a balance figure on the
account slip.
To sum up, the process of computerization has brought
about drastic changes in the trade of banking. According to
the employees, greater accuracy and heavier responsibility are
required in the operation of the computer. Equally: important
are the meticulous planning, personal judgement and skill,.all
of which are essential to the running.and, above all, the
development of a bank. In-view of these changes, many respQnd-
eats, women in particular, complained that computerization has
lessened the interest and,variations of their jobs. They could
not control the,speed of work .and have to work overtime frequentlyo
More important still, the chance of promotion after the introduct-
ion of the computer is regarded as exceptionally small. According
to them, posts of the senior grade are less in number as compared
with that during the pre-computerization period. In short, the
findings agree well with Levinson's suggestion that most of the
employees simply go along and comply with the new situation after




CONSEQUENCES, OF BANK COMPUTERIZATION
The implications of the E.D.P. system will be different
for both management and the clerk because of their different
positions in the organizational hierarchy.
FOR MANAGEMENT
With the rapid increase in computerization, banks focus
developing a Management Information System in banking organiza-
tion. In this way, tone of the consequences of computerization
is the reduction in the number of hierarchical levels. The
middle management is more likely to lose power through the use
of E.D. Whisler and Schultz1 pointed out that the use of a
computer places strong emphasis upon rationalizing and qualifying
decisions many of these decisions are then incorporated into
the machine, leaving managers to spend an increasing percentage
of their time on problems involving inter-personal relationships.
A computer system enriches the work-content of top management
by taking away clerical chores and routine decisions. Thus
1 Whisler, T. Z. and Schultz, G. P., Automation and the Management
process,,the Annals of the American,-Academy of Political and
Social Science, 1962,* p..81-90.
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the operational span of control for the top-management is
increased.
The computer also furnishs the top-management with more
detailed and accurate information which are relevant and essent-
ial to the planning, control and operation of the bank. Because
of this, competent executives are needed. Argyris1 found that
with traditional procedures, relatively incompetent executives
were able to hide their limitations because they can present the
excuse that notenough relevant and in-time information provided.
Now information is organized more concisely with the result of
extending the range of management thinking.
As to the managerial reactions to computers, Kushner2
has categorised their attitudes into following types. The
first kind of manager is one who regards thecomputer as a tool
and an opportunity for both his own personal progress and
organizational operations development. The second type
is one who regards the change just as a routine change from
bookkeeping machines to a much sophisticated equipment. They
are quite uninterested and indifferent to change.j Most non-
affected managers in the computerized banks belong to this categ-
ory. For those affected managers of this type, they are the
1Argyris, Co, The Integration of the Individual and the
Organization,-in Go B. Strother (ed.), Social Science App-
roaches to Business Behavior, London: Tavistock Publications
1962. p. 57-98.
2Kushner, Ao, People and Computers, Personnel, Jan-Feb,
1963• p. 27-34.
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group who are most reluctant to change. The third category,
which is found most frequently among bank managers, is that
composed of managers who are anxious about the new developments
and fear loss of status or job. The last one is the knowledge-
able manager who recognises the advantages and disadvantages
of the computer and find ways to.use it beneficial tohimself
and the bank. This type of manager is often difficult to
find in the banks.
The way managers react to a computer will depend not
only on how they see it as affecting themselves and their jobs,
but also on their own personalities and their capacity for
adaptation to change. In most local Chinese banks managers
are brought up in an atmosphere of banking tradition and slow
or gradual change, they are unenthusiastic about the computer
and its consequences. It can be argued that people who are
aggressive or ambitious and welcome change as a challenge nor-
mally won't choose banking as a career.
The lack ofunderstanding of computer :technology also
prevents some managers from welcoming bank computerization.
Managers in the affected departments in computerized banks
usually feel embarrassed in tracing errors which cannot be
solved by memory and accumulated banking experience. The
top-manager must have adequate familiarity with computerized
management techniques in order to judge the suitability of a
paricular method to his own specific information needs. Thus
the top-management should know how to further organizational
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goals while at the same time looking after staff needs.
FOR THE CLERKS AS A GROUP
The implication for clerks will be considered in various
aspects.
Job Content. The method of measuring the effect of
different job aspects which was used by Mumford and Banks in
their survey was adopted into the questionnaires used in this
research. The job aspect which was frequently referred to by
the employees is the increase in the demand for accuracy during
work. In E.D.P. systems, various error-checking techniques are
introduced by either the system designer in the form of programs
or sub-routines to be performed by the computer automatically or by
the°:manufacturer in building the computer and its peripherals.
But as a matter of fact, certain fraud errors, particularly
clerical errors are not easy to detect. Sometimes a certain error
has to be subject to various kinds of checking by the person who
made this mistake or his colleagues before its detection. In
order to avoid this kind of trouble, a high degree of accuracy
is necessary in achieving the security feature of an E.D.P.
system. Thus accuracy of the original data input is more
vital than under a manual system. So it is not surprising to
1 Mumf ord, Enid and Banks, Olive, The Computer and the Clerk.
Routledge and Kegan Pgul, London, 1967. P. 103.
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find that the clerks regarded high accuracy as the major change
in their job-content.
In addition to this, the clerks also mentioned the
increase in the requirement for judgement and in the amount of
supervision. With the changeover to E.D.P. system, groups
within each affected department became more interdependent and
individual responsibilities became more obvious and easily
evaluated, Individual contributions to input are easily de
identifiable. Under the traditional system, a number of individ-
uals shared responsibility fora given phase of the process, ego
the receipt and payment of cheque coming over the counter, and
a number of check points were relied upon to eliminate errors.
It was diffiacult to control the number of errors or to.. pinpoint
the responsibility for a given error. Under the E.D.P. system,
however, errors are immediately detected within the processing
system and responsibility for the errorreadily traced. In
the sense that failures are more easily detected with the
development of tighter standards of performance, the clerks,
have to be more cautious in performing their work.
The other aspect which the clerks mentioned more than
the others is the increase in the variety of job. With the
changeover to E.D.P. systems., many operations are subsumed into
one. The specialized tasks previously done in several separate
sections were consolidated into one single section and each
member of the section had to hanide all these several operations
as part of this new job, With thisnewly created job, the clerks
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regarded their job variety as enlarged.
The aspects the clerks said had changed least are pay,
security, and promotion chances. Most of the staff did not have
significant salary change after the implementation of the E.D.P.
systems. No one felt their job security had been damaged by
the computer.. This is a surprising finding in view of the
belief that computer will bring forth redunancy. It is pro-
bably due to the traditional security of the bank clerk's job
and the widespread shortage of staff. Nevertheless the E.D.P.
staff seemed to be confident that banking was still a secure
occupation. A possible explanation of this is that they saw
for themselves that the computer had so far caused little staff
saving and they expected this state of affairs to continue. The
relatively minor impact thus far of computers on office employ-
ment and conditions urged them to draw the inference that the
security with their present jobs was not seriously at risk.
Besides, the influence of automation on employees was disguised
by the increased maintenance and perhaps a temporary increase of
the work force during the installation of a computer system. So
most of them believed that the progress and expansion of the
bank would be faster than the spread of computerization in
banking. Thus job eliminated as a result of computerization
would be replaced by theincrease in new posts needed during
the expansion.
There is a tendency for the clerks (51%) to refer to a
diminishing in the requirements for planning. This agrees with
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the staff's view of increased routinization and montony after
computerization. The procedure in handling a single transaction
is simplified. The counter-clerk can handle it without any planning
or thinking.
Depersonalization. it is generally suggested that one
outcome of increased E.D. P. will be an increase in the deperson-
alization of employees associated with the computer system. The
definition of depersonalization, according to Champion1, is:
a condition resulting from the removal of human control
from the outcome of one's work procedure, was also chosen
in as much as it could be theoretically indicative of
one's loss of identity with the products of his work,
his,, lack of autonomy, and his alienation from work.
Under the new E.D.P. situation, employees are further removed
from actually determining the quality of their work. They are
forced to rely heavily upon the quality of work turned out under
the new E.D.P. system. They perform relatively menial functions
compared to what their tasks were.prior to the computer install-
ation. In addition to this, the employees no longer need to
associate with one another on a face-to-face basis. With-..,the
new system performing and subsuming many previous functions of
employees, the need for inter-departmental coordination is
lessened considerably. This lack of 'personalization' sometimes
generates feelings of powerlessness among the staff members*
.Thus the feeling of depersonalization increases with the degree
1Champion, Dean J., Some Impacts of Office Automation upon
Status, Role Change,-and Depersonalization, The Sociological
Quarterly, 1970. p. 71-84.-.
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of automation present within the banking organization and the
perception of the employees.
.Job Grading and Promotion. Numerous writers have
claimed that E.D.P. will bring forth an increasingly specialised
division of labor, to a reduction in the number of different job
grades through the elimination of certain activities, to polar-
ization of jobs towards the higher and lower end of the skill
ladder, and to changes in job content. For example, Hoot claimed
that 'dismissals, downgrading and transfers' are frequent immed-
iate results. However, none of these effects were prevalent
in the banks studied.
In some banks, some clerks were transferred from
routine banking to the computer center. Thus this revealed
upgrading rather than downgrading. Apart from this, the job
grading in the branches remained unchanged. Broadly speaking,
this is not a typical case. This depends on the nature of the
functions which the machine takes over and the extent to which
work is transferred. No job was entirely eliminated in the
banks. On the contrary, some new jobs were created in the
banks-- the staff for the computer center for example. The
transfer of staff is an usual practice is the banks an this
means no serious threat to theemployees.
In respect to the promotion opportunities, male bank
Hoos, Ada R., The Impact of Automation on-Office Workers.
International labor Review, 82, 1960. P. 363-88.
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clerks before the change had believed their promotion prospects
to be good. After the change the bank clerks were more pessim-
istic. This accords with American experience. KushnerI reports
that in public utility company employees saw less opportunity for
promotion after the change than before. This is perhaps true
since many senior or technical clerical jobs had been eliminated.
Status and Role Change. According to Scott2, status
can be connoted in a subjective and objective sense. In the
objective sense status is often considered as a position invol-
ving rights and duties arranged in a structure of human inter-
relationships The subjective aspect of status is concerned
with how people come to make status judgements about others.
Man constantly evaluates those with whom he comes in contact.
Status from this point of view is an individual's position in
a social system resulting from the judgement of others regarding
him.
After the installation of E.D.P., many staff members
experienced a change in their status, both in the sense of
subjective andobjective.
Some staff members indicated that their jobs after
the E.D.P. installation were among the higher status positionso
1Kushner, A., People and Computers, Personnel, Jan-Fen.,
1963. P. 27-34.
2Scott, William G., Human Relations in Management-- A ,
Behavioral Science Approach, Irwin, U.S.A., 1962. P. 95.960,
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For example, those employees attached to the computer center
thought their job had prestige and higher status and that they
had become more important to the bank, particularly during the
early days of the implementation.of E.D.P. systems. Others felt
.that their new jobs were among the lower positions in the bank
hierarchy incomparing their jobs and their departments with
others in the bank. Eipployees in the computer affected depart-
ments, for example, the tellers in the branches of the banks,
perceived higher job status. Their work load became heavier as
several jobs previously performed by different employees were
combined and there were additional responsibilities.
It is:found that high status is indicative of low deper-
sonalization whereas low status generates high depersonalization.
Another factor conditioning attitudes was the differences
in role definition of theemployees. As a matterof fact, the
natures of status and role are unseparable.
Job satisfaction and anxiety are important dimensions
in indicating employees' adaptation to role change. It is found
that high anxiety is indicative of the lower status positions.
Status, then ,appears to affect partially an employee's perceptions
of the desirability of his job. As the real effects of job
satisfaction and anxiety upon employee's role performance is
scanty, the inference may nevertheless be made that the employee
making the better adaptation to role change will, in thelong run,
be of greater value to his organization.
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The Physical Environment of the Work Situation. Most
believed that with the use of machines there is more extensive
shift work and a loss of work freedom. This is because of the
increased necessity of meeting deadlines*, In the banks there
was only slight change perceived in the physical environment
because previously they had used adding and accounting machines.
The replacement of these, by punch machines therefore was perceived
to cause little change in working conditions.
The banks did introduce shift work. However, it was
limited to only a small group of staff in the computer center and
the user department at transition time. Once this period passed,
the clerks could leave the bank in the evening earlier than
before. The need to meet deadlines did become stricter but
this is not a serious problem to the bank clerks as they had
to ledger post and balance all transactions within the same
day in pre-computerized time.
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CHAPTER V
ANALYSIS OF ATTITUDES POST-CHANGE--
INDIVIDUALREACTION TO COMPUTERIZATION
One of the variables which ismost likely to have consid-
efiable influence on staff reactions, as induced from Chapter 2,
is the individual who experiences the change, The individual's
pro- or anti- attitudes to change depend on his personality,
his goals and aspirations and how he predicts the change will
affect himself personally, whether as a hindrance or as an aid
to the achievement in the bank.
In the survey, it was found that the attitudes among
the female employees had no significant differences. Girls
with high academic background in commerce were more likely to
be against the idea of computerization than other girls. Besides,
the girls were the major group of respondents who referred fre-
quently to 'routine and montony' as the most undesirable feat-
ure of thier job.
With the male group, a certain number of characteristics
can be identified which influence attitudes to change. It was
found that men who had been worked in the bank for many years
and remained in the same department were unlikely to view bank
computerization favorably. The male employees who were more
aggressive and ambitious and who seek to enhance promotion
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chances were those who had unfavorably views towards the computer.
Thus those who apathetically conform to the managementts policy
could easily accept the computer. For those clerical workers who
were engaged in highly routine machine-oriented duties and who
remained content with their jobs, viewed computerization was
viewed as of little importance to theme
Induced from the survey, there are some categories of
bank employees who are more likely to oppose to the E.D.P.
systems. For example, the employee who has stayed in the bank f
for a long time and who has alreadybecome accustomed to the
traditional patterns of banking, may see the computerization as
a threat to his present position It is because he regards
that his past experience and skill is no longer vital to manage-
ment in the new impersonal machine system. Most of the senior
male clerks may want things to remain as usual. The new E.D.P.
systems alters the banking organizational system and furthermore
redistributes the number and type of senior posts* They may
regard that their opportunities for departmental advancement
as radically altered. With the installation of the computer,
because of their age, they find they are slower andfind it more
difficult to understand the new techniques than the younger
generation, and they are less ready or able to adapt to new
position if they are transferred to a new section or departments
They see themselves as having least to gain and much to lose
from computerization.
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Clerk under 21 were very much more in favor of automa-
tion than others. The clerk had not yet developed his interest
in his work and he liked the idea of change and progress.
Similarly, all clerks who were not particularly
interested in their work and who said there was nothing special
they liked and disliked about their jobs were more likely to
view the new system of work favorably. In contrast, clerks
saying they liked the .'interest' of their own jobs were very
conscious of what they perceived to be disadvantages of the
computer for the customers.
The problem for the bank in becoming computerized is
not with its young male clerks but those reliable, experienced
and rather older employees who regarded computerization as a
threat to their future career prospects.
VARIABLES AFFECTING INDIVIDUAL ATTITUDES
Let's consider the extent to which the personal charact-
eristics, motivation, goals and job attitudes of the individual
clerk may affect his acceptance of change.
Sex. The survey showed men are less satisfied with their
jobs than women but they are more concerned about the effects
of computerization on their jobs.
Age. Age, in terms of two extremes, the very young and
aging employees have different reactions to change. The young
clerks are more likely to favor change and are usually more
willing to relocate. Theold people are the group most opposed
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to change. Those with lengthy service in the bank are protected
by their seniority standing. They see that change will threaten
their situation in the bank. They find themselves at a competit-
ive disadvantage if they have to seek another job in the local
market. Furthermore they are the group which is less adaptable
to new technology and they are most reluctant and often refuse
to relocate. However those people between thirty and forty are
more favorably disposed towards change. Perhaps this group is
at a less critical stage of their careers, 'either they had
given up any idea of promotion or they:know that promotion
was reasonably certain within a year or two whether office
automation tool place or not.
Education„ In the survey, most of the respondents had
middle school education. Only a few of them had attended com-
mercial courdes in technical college and passed some oversea
examination. So it is difficult to determine whether educat-
ion is an influencing variable to the individual's attitude
in this survey. However, employees in the banks without
computerization are afraid the computer would degrade the nature
of their work and make their knowledge and qualifications irrel-
evant, particularly those with sophisticated commercial techniques.
Thus they are the group which does not favor to the idea of bank
computerization.
Personality. As there was no personality tests of the
employees participating in the survey, direct knowledge of
personality characteristics does not exist. However, according
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to the personality characteristics of bank staff measured by the
research conducted by Champion1 and these findings of Argyris2
one can divide the bank ataff into two types, adaptable and
non-adaptable.
The traits indicating adaptability include: aloofness,
being enthusiastic, casual and thick-skinned. These seem to be
indicative of the person who can tolerate and adjust to the
impersonality of increased automation, who is equipped to
handle work tasks efficiently, and one who is not easily
affected emotionally.
People who are security minded and rigid in outlook are
regarded as less adaptable.
The characteristics of conformity and submission to
authority which banking has traditionally demanded of its
employees made the employees feel that it is difficult to adapt
to change. These bank clerks will accept change without any
obvious objection because of their traditional obedient nature.
However, one can anticipate that their attitude to change will
be apathetic conformity, that is, they simply go along with the
change. It doubtful if these attitudes will prevent the progress
1 Champion, Dean Jos Some Impacts of Office Automation upon
Status, Role Change, and Depersonalization, Sociological
Quarterly, 19709 p. 71-84.
2Argyris, Co, Factors in Conceptualizing Organizational
Climate: A Case Study of a Bank, Administrative Science
Quarterly, 2, 1958. p. 501-20.
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to bank computerization.
Motivation and goals, Another important influence on
attitudes to change is the motivation and personal goals of the
individuals affected by the change. What are they striving for
in life and will they see the new situation as likely to help
or hinder their achievement of these objectives? March and
Simon1 suggested that we try to satisfy our needs through
identification with different aspects of our environment and
there are four principal targets for this identification. First,
organizations external to the focal organization, such as our
familiesand our social and professional groups. Second, the
focal organization itself. Third, the work activities involved
in the job and fourth, the sub-groups within the focal organiza-
tion, such as social and task groups in the work situation.
However, each individual has his own particular targets
in achieving satisfaction, Mumford and Banks2 suggested that
attitudes towards change are positively related to the importance
of work as a medium for achieving desired goals. This hypotheses
is still held in this survey. This means that the person whose
major goals lie outside the work situation will be less concerned
about what takes place there and should therefore be less con-
1March, J., and Simon,H., Organization, John Wiley & Sons,
New York, 1958.
2Mumford, Enid and Banks, Olive, "The Computer and the Clerk,"
Ruutledge and Kegan Paul, London,19670.
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cerned about change than the person who uses his job as the
principal source of satisfaction. However, we must be aware
that goals and needs are changed constantly and new goals will
substitute the old one.
From the survey, we can see that men have more work-
centered goals. Most of the male clerks concentrated on doing
well in their jobs and achieving promotions. Before the change,
male clerks generally approved of the idea of- a computer. How-
ever, male clerks in the computerized bank were less confident
about their promotion chances and showed signs of a decline in
job satisfaction.
Women clerks in banks were far less job-oriented than
men for maybe their principal goal in work was pleasant social
relationships. In view of the girls' lack of involvement with
work, and the easy escape route--into other employment, one would
expect that the bank's automation plans would disturb the girls
less than the men and this proves to be the case.
So we can see that the computer system should. be impl-
emented in such a way that the employees saw its effect as
rewarding rather than losing.
Attitudes to the Jobs From the survey, one can see
that for those employees who found their present jobs interest-
ing did not look favorably on change, while clerks who did not
like anything about their jobs welcomed it. In other words, we
can induce that the higher the degree of job satisfaction the
employee has on his job in the pre-computerization period, the
more unlikely he will welcome the change.
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CHAPTER VI
CONCLUSION-- THE MANAGEMENT OF CHANGE
Before discussing the management of change and planning
and implementing E.D.P. systems in banks, we first find out what
the clerks thought of the change process.
PROBLEMS PERCEIVED BY THE STAFF DURING CHANGE
Staff who had experienced both the old system and the new
were asked about the problems they had to content with. The
replies are accumulated in Table 16.
TABLE 16
PROBLEMS THAT HAD TO BE OVERCOME DURING THE CHANGE
CHANGE OVER PERIOD









Technical problems were referred to most frequently.
The data previously handled manually had to be punched and to
be inputed into the computer. The cheques and all the account-
ing records had to be changed a great deal. Particularly during
the period of parallel-run, both manual records and computer records
had to be maintained. Thestaff had to check and re-check the
input data when the E.D.P. systems were in trial stages.
Customer relations were regarded as the next important
problem encountered. The clerks had to make the'customer adapt
to the new system and make them accept statements in non-narrative
format. Besides, the personal contact with the customers had
reduced considerably.
Communication was also frequently mentioned. Communi-
cations between branches and between branch and computer center
are necessary.
In the computerized bank, questions were asked about the
diffusion of information about the computer into the affected
branches. The result is shown in Table 17.
It is surprising to find that some employees of certain
branches in a computerized bank, did not know that the bank was
computerized despite of the fact that their account system is
now processed by computer.
Most of the staff heard about the installation of the
computer when it was finally installed. Most of them got the
information officially from the management. However, in
talking about the diffusion of information, most respondents
preferred verbal communication and visual demonstrating, not
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TABLE 17
SOURCE OF INFORMATION ABOUT THE COMPUTER
Men Women Total
Courses in computer 3 3 6
Bank training schemes 6 24 30
Journal 8 2 10
Personal experience 5 7 12
Talk and gossip 6 2 8
None 6 6 12
Total 38 44 82
written circulation in document form.
It is found in the survey that the staff who heard
about the bank's plans unofficially were less favorably
disposed towards the computer than those who heard officially
from management.
In most cases, if the management announced the computer-
ization and administered necessary staff change in an efficient
manner, the employees were likely to welcome thenew system.
WAYS OF MANAGING E .D. P. SYSTEMS
In the banks, most employees have little fore-knowledge
of changes about to take place. There had been no major changes
in office procedure within the employment span of most of the
clerks. Favorable attitudes towards change have to be developed
over a long period of time. Where there had been little change
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in the bank, the clerks were neutral in their expectation. Thus
the way which management informs the employees of the proposed
change plays an important role in their acceptance tochange.
The banks in Hong Kong are fortunate to have the guid-
iance of the experiences of the oversea banks, In most banks
in the survey, the apprehensions of staff were understandable and
usually programs of appreciation lectures for some of the staff
were available at the preliminary stage of implementation.
Except for a few experts needed as the nucleus of the computer
center, the other positions are filled by staff recruited interna-
lly. So upon the installation of the computer, recruitment inform-
ation was been passed to all the departments for these purposes.
Thus most of the employees in the survey replied that they knew
of the bank computerization at or shortly after the bank had
installed the computer. Most of them had attended training courses
run by the banks. However, some employees in non-affected depart-
ments were still ignorant of the computerization. Management
should see this point and should in some way prevent employees
from feeling that future changes would affect them adversely. As
the major objectives of bank computerization is avaintegrated
management information system, those non-affected department at
present will become affected in the future.
With the implementing of E.D.P. systems, most banks
experienced the problem in maintaining a good relationship
between the computer-user departments and the computer center.
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The computer center or the implementation team if any, should
inform and get co-operations from the user departments, to enable
them to have a clear concept of what the computer is doing and
can do.
The relationships between the immediate supervision
and their subordinates may also have important influence on the
employees' acceptance of computer. Sometimes if the supervisors
lack information about what is going to take place and don't
know much about the computer system, it is difficult for them
to convince their subordinates. A good network of communication
must be maintained within the departments, the computer center
and the management. Supervisors should know at the earliest
date, if possible, any proposed change.
On a whole, we can see that the employees were neutral
in expectations to the change, So the way how the change is
managed plays an important role in the determination of the
employees' attitudes to change.
In the remaining of this chapter, the way of handling
change in the bank organization will be discussed in two aspects:
participation and communication.
Participation. By participation and concultation, the
bank management should consider the extent to which it is
going to consult with staff and involve them in planning
and decision making. It is found that the management of most
of the banks prefer to introduce the change as they think beat
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and leave their staff to adjust to it. It is interesting to
know that some people regard participation as facilitating
the acceptance of change, while some may think that it merely
increasing top management's difficulties by slowing up the
change process and causing argument and opposition.
Nevertheless discussion of plans within an organization
is considered to be a necessity. If the management hasn't given
any hint about the proposed change before its introduction and
implementation, it is likely that more hostility and suspicion
will arise in actural implementation and the rate at which the
project can progress will be retarded. Professor Scott1 in
his report commented:
'Overall there was a tendency towards secrecy and a
-lack of consultation. This seemed to be due partly
to higher management's own uncertainty about the
precise course of future events, but also to the
absence of an y tradition of negotiation and consult-
ation with clerical and administrative employees
within the enterprise. On the one hand, this
uncertainty led to caution and gradualism on
management's part, but the lack of adequate inform-
ation and consultation seems to have led to a
good deal of anxiety amongst employees'.
In general, most evidence suggest that consulting with staff
and allowing them to participate in decisions on problems
that concern them, is advisable. Participation is regarded
as an ideal method for studying and evaluating the situation
1Scott, W.H. (ed.) "Office Automation: Administrative and
Human Problems." OECD, Paris, 1965. p. 91
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which will atise after the bank computerizes, for discovering
and identifying difficulties perceived as problems by the
employees and for seeking possible solutions. Nevertheless
participation also enables employees to have an opportunity to
contribute theirideas, an understanding of all the facets of
the problem, a clearer definition of the objective, a sense of
responsibility for the success of the decision, and a feeling
of satisfaction with the cource of action agreed on.
However, in the Final Report of the International Seminars
in 19661, participation is seen as having a role to play in
gaining acceptance for technical change primarily at the level
of the work process and task performance. It also states that
people are ambivalent towards participation. Some like to
control their own environment. If an individual accepts part-
icipation, he is bound to co-operate. So it is not everyone
wishes to co-operate in an undesired change. Besides, the
actual business of participating in the planning of change may
overstretch the individual's social and intellectual skills and
be unwelcomed, even when management offers this. Also some
personality types do not welcome participation. Highly author-
itarian ordependent personalities may not welcome it and may
1Organization for Economic Co-operation and Development, "Adjust-
ment of Workers to Technical Changes at Plant Level." Final Report
of International Seminars, May, 1966.
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prefer to be told what to do.
Participation in the decision-making process, usually,
can take place in various ways. Management may supply general
information concerning the prospective change, that is, bank
computerization. Then it can be followed by an announcement of the
the proposed change and subsequently by announcement of the
decision to introduce a computer. At this point it might be
possible to inform employees of the major methods for administ-
ering modifications in the banking operations. If it is necess-
ary, amendments should be made to the originally announced pro-
visions. During this stage, the employees can at all times supply
the decision-makers with needed information. By actively sharing
in the approach to problems ensuing from bank computerization,
employees assume some measure of control over their working life
and thus higher moral is attained over their jobs.
The personnel department should play an importantrole
in organizing the procedures to enable participation.
However, each bank must analyse their own circumstanceB
and decide on an appropriate cource of action.
Consultation thus, is an important method of smoothing
the introduction of new technology and bringing about satisfactory
adjustment to change.
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Communication. Communication, according to Scott, i.s
defined as:
A process which involves the transmission and accurate
replication of ideas for the purpose of eliciting
actions which will accomplish company goals effect-
ively. Since administrative communication largely
concerns.people, the necessity for a high degree of
understanding is implicit in the phrase accurate re-
plication of ideas."
Communication thus is a continuous interaction process
which usually reflects the nature of inter-personal relationships
within an organization.
Communication about a change is prone to widely differing
interpretations, depending on the particular interests and aspir-
ations of the groups receiving the messages. Usually in discussions
of communication, greatly stresses on verbal and written aspects
and it is not generally recognized that communication can be done
through behavior. No matter which form of communication is adopted,
effective communication can help to eliminate misunderstandings
by keeping people in the picture and letting them know what is going
on. Thus it leads to improve problem solving and it aan lead to
increase acceptance of new ideas. However, the bank management
must realize that communication sometimes may impede co-ordination.
Unrestricted communication creates a battleground of ideas and
may make it difficult to compromise to agreement.
1Scott, William G., Human Relations in a Management: A Behav-
ior Science Approach,' U.S.A. Irwin, 1962. p. 173.
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In times of change, there is an increased demand for
rapid and accurate information so that informed knowledge can
precede events. It is found that most managers are often
reluctant to keep employees informed of changes that are being
planned in order to prevent them from any counter-action or
causing premature anxiety in staff who were likely to be affected.
Thus we have seen in the banks that informal communication, notably
rumour, was by far the most important medium for disseminating
information. Mumford and Banks1 suggest that the way of essening
informal communication such as rumour, is to see that formal
communication is plentiful and continual so that it anticipates
and guides information passing throughinformal channels. The
true, no matter how harsh, engenders less fear and is less damag-
ing to morale than the uncertainties of speculation based on
gossip.
In the survey, the banks encountered a problem of poor
communication between computer center and other departments.
In fact, during change, people in different level in the
hierarchy of the organization will encounter different problem
in communication.
The top management may decide to go ahead with a change
which has been thought through and proposed by a small sub-group
Mumford, Enid & Banks, Clive. "The Computer and the Clerk9"
London: Routledge and Kegan Paul, 1967.
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in the organization, without any real depth of understanding
about the long run, indirect and marginal implications of the
change process. They will encounter the poor communication
problem between the computer center and the top management.
The, middle managers of departments affected by the change
have problems of how to learn about the new computer technology
and understand the implications of the new information system
for their own organization. They are also responsible for
interpreting the meaning of change to their staff and get their
co-operation.
The staff in the computer centers are perhaps must in
need of communication. They have to communicate their ideas
to top management and will be in personal-touch with middle mana-
gement and clerks when the change-over is taking place.
It must be stressed that communication should be well
thought out and clearly defined and each management group must
have a specified role. Usually, before the change there are
communications systems or networks that exist in the firm and
techniques used for passing information along them. Both of
these may need to be modified andextended during a period of
change. There is need for information to be sentto staff at
regular intervals throughout the change period. It is necessary
also to report periodically on the progress of innovations and
on the cource of management's program to cushion the impact of
change on empldyees.
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In communicating to employees about the introduction of
new technology, the management should realize that exaggeratedly
optimistic statement and generalizations must be avoided. It
is best to be entirely frank and factual in order that the
employees will know the true score at the outset, Meaningful
communications sets forth the nature of dislocations to be
expected and the company's proposed program for meeting the
attendant problems. By reaffirming for employees the rights and
benefits to which they are entitled, and explaining any supple-
mentary measures being planned on their behalf, management shows
it has not been unmindful of the impact of change on them*
To sum up, communication is difficult in handling
successfully. The individual bank must look at its own situation,
must considerits objectives and must analyse the communication
needs of different groups of staff in terms of these objectives.
It must then design and implement a communication policy tailor-




(Please indicate your perference by placing an 'X' on
the line following the appropriate answer)
下 列 问 题 请 加 ‘X’ 於 答 案 之 □
In installing the computer, to what degree the ro.Liowing
of your job affected (or will be affected).
安 装 电 脑 对 你 工 作 上 影 响 之 程 度 .
1. The degree of accuracy demanded in your work 正 确 之 程 度
(a) More accuracy 较 正 确
(b) No change 无 改 变
(c) less accuracy 会 有 错 误
2. The amount of work you have to do 工 作 之 范 围
(a) The work load is much heavier 工 作 □ 荷 较 重
(b) No change 无 改 变
(c) Less work load is much heavier 工 作 较 少
3. The requirementof Planning (the opportunity for independent
thought and action)
工 作 独 立 发 展 之 □ 会
(a) More planning in needed 较 大
(b) No change 无 改 变
(c) Less planning isneeded
较 少
4. The feeling of security 对 职 位 之 安 全 感
(a) More secure 较 高




5. The span of responsibility 责 任 之 范 围
(a) Greater degree of responsibility 较 大
(b) No change 无 改 变
(c) Less responsibility 较 少
6. Skill during work 工 作 上 所 需 之 技 能
(a) More skilful 较 精 巧
(b) No change 无 改 变
(c) Much simpler 较 简 单
7. Interest of work 工 作 上 之 兴 趣
(a) It is more interesting to me 较 □ □
(b) No change 无 改 变
(c) It is rather`dull and monotony □ 燥 及 之 味
8. Importance of your position 工 作 地 位 之 重 要 性
(a) More important 较 前 重 要
(b) No change 无 改 变
(c) Less important 较 □ 重 要
9. Variety of the job (job-content) 工 作 种 类
(a) More 工 作 增 职
(b) No change 无 改 变
(c) Less 工 作 减 少
10. Amount of supervision 工 作 管 理 之 范 围
(a) more supervision 较 大
(b) No change 无 改 变
(a) Relatively free from supervision
□ 需 管 理
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11. Social status and prestige of your position
职 位 上 之 社 会 所 生 之 观 感
(a) Enhance 较 高
(b) No change 无 改 变
(c) Depress 较 轻
12. Pay or reward 薪 俸
(a) Higher 提 高
(b) No change 无 改 变
(c) lower 减 低
13. The requirement of judgement 工 作 上 所 需 之 观 察 力
(a) More judgement is needed 较 多
(b) No change 无 改 变
(c) Less judgement is needed 较 少
14. Promotion chances 升 级 之 机 会
(a) The promtion prospect is much better 较 多
(b) No change 无 改 变
(c) The promotion prospect is worse 较 少
15. In your opinion, what are the problems that have to be
overcome in installing a computer?
安 装 电 脑 后 须 克 服 之 困 难
(a) Retraining problems 训 练 新 工 作 人 员 之 困 难
(b) Organization 组 织 上 之 困 难
(c) Customer relationships 顾 客 来 往 关 后 之 影 响
(d) Technical problems
组 织 是 之 困 难
(e) Working conditions 工 作 环 境 有 改 变
(f) Communication




16. On the introduction of the electronic computer, you personally
will be affected ?
(a) I shall be redundant or transferred to otherbranch
(b) My work will become more interesting
(c) My work will become less interesting
(d) My work will become easier
(e) My work will become harder
(f) My work will become different in other way
(g) I don't know
17. The effect of computer on clerical work as a career
(a) For the worse
(b) Make no difference
(c) For the better
(d) Don't know





採 用 電 腦 ， 你 意 料 會 發 生 甚 麼 影 響 ？
我 將 被 解 雇 或 調 工 作 崗 位
工 作 更 有 趣
工 作 乏 味
工 作 較 易
工 作 較 雖
工 作 情 形 會 改 變
不 知 道





你 認 為 電 腦 對 銀 行 業 務 有 影 響 嗎 ？
有 大 幫 助
無 所 補 益
無 影 響
利 害 參 半
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19. How have you learnt about computer? 你 从 何 认 识 电 脑
(a) Courses in computer eg. extra-mural of the university
or courses in some commercial schools
曾 修 电 脑 课 程
(b) Formal training schemes run by the bank 由 银 行 训 练
(c) Journal 期 □
(d) Personal experience 工 作 经 验
(e) Talk and gossip 谈 论
(f) None 现 仍 未 憧
If your bank has not been computerized yet, please skip
the following two question.
如 你 任 职 之 银 行 现 仍 □ 采 用 电 脑 , 以 下 两 个
问 题 请 不 必 作 答 .
20• How have you learnt about the computer system before its
installation?
在 安 装 电 脑 之 前 , 你 怎 样 知 到 所 采 用 之 电 脑 系 统 ?
(a) Heard from unofficial sources, ego friends or colleagues
in the bank, rumour
由 同 事 间 传 闻
(b) Heard officially from the management
上 级 指 示
(c) None 不 知
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21. When have you known the computerization of the ..bank?
你 何 时 知 银 行 决 定 采 用 电 脑 ?
(a) When the computer was ordered
当 银 行 训 练 成 □ □ 电 脑 时
(b) When experts were sent from the computermanufacturer to
teach us about the computer
当 电 脑 公 司 派 专 员 指 道 运 □ 电 脑 时
(c) When the computer was finally installed
当 电 脑 正 式 安 装 时
(d) When the computer was put into use
当 电 脑 正 式 操 作 时
(e) Others 其 他
22. What jo you like most about your job? 现 在 □ □ 最 感 愉 快 时 ?
(a) Everything 所 有 工 作
(b) Working condition 工 作 环 境
(c) Social relationships 公 共 选 你
(d) The interest of work 工 作 感 有 兴 趣
(e) Stability of position 职 位 稳 定
(f) Nothing in particular 无 持 殊 观 □
23. What is the most undesirable features of your job?
在 工 作 上 感 到 不 满 意 的 事 情
(a) Everything 所 有 工 作
(b) Routine and monotony □ 规 律 □ □ 单 词
(c) Working condition 工 作 环 境
(d) Social relationships 公 共 关 系
(e) Nothing in particular 无 特 殊 观 感
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24. If you are starting your career again, will you:
如 有 机 会 , 你 选 择 何 种 职 业 ?
(a) Work in a bank 银 行 工 作
(b) Engage in business field 商 行 工 作
(C) Be a teacher 教 师
(d) Others 其 他
25. Why you have decided to become bank clerks? 你 从 事 银 行 工 作 之 原 因
(a) Interest in worx 工 作 兴 趣
(b) Influence in choice of job by a relative or a friena
受 亲 朋 之 影 响
(c) Favorable condition or work 工 作 环 境 适 宜
(d) Stability of work 职 位 稳 定
(e) A lack of training for anything else
在 其 他 方 面 一 □ 缺 乏 机 会
26. You will like your children to become: 你 喜 欢 你 的 子 女 将 来 从 事 何 种 职 业
(a) Business men 商 行 职 员
(b) Bank clerks 银 行 职 员
(c) Engineers 工 程 师
(d) Teachers 教 师
(e) Doctors 医 生
(f) Others 其 他
27.Age 年 龄 :
(a) Under 18 18 岁 以 下 (d) 35 - 44 35 至
44
(b) 18 - 24 18 至 24 (e) 45 - 54 45 至 54
(c) 25 - 34 25 至 34 (f) 55 and over 55 及 以 上
28. Sex 性 别 :







(e) University and college
(f) Commercial course eg. trping, shorthand, etc.
(g) Passed G.C.E.
(h) Passed L.C.C.
(i) Passed other outside examinations
30. Occupation of you parent, if any
31. Your present position in the bank
in which department









(i) more than 15 yrs.
33. Before this job, your position is
(a) Other position in this bank
(b) Workingin some otherbank
(c) Just grdduated from school
(d) Working in a business firm
(e) Others
教 育 程 度
小 學
中 學
大 學 預 科
工 專
大 學 及 大 專
商 科 如 打 字 速 記 等
倫 大 入 學 試 及 格
倫 教 育 會 試 及 格
其 他 海 外 考 試
家 長 職 業
現 在 銀 行 之 職 位
所 屬 部 門
任 職 期 間 ：
半 年 以 內
半 至 一 年
一 至 二 年
二 至 三 年
三 至 四 年
四 至 五 年
五 至 十 年
十至十五年
十 五 年 以 上
在 此 職 位 以 前 ， 曾 作 何 事 ：
曾 在 本 行 任 其 他 職 務
曾 在 其 他 銀 行 任 職
學 校 應 屈 畢 業




COMPUTERS IN BANKS IN HONG KONG AS AT 9/3/72.
YEAR INST.SYSTEMORGANIZATION
1972IBM System 3Algemene Bank Nederland N.V.
1970NCR Century 200Bank of East Asia
1972UIUTNAC 1106Chartered Bank
1970IBM 360/30First National City Bank
1968Hong Kong Shanghai Bank IBM 360/40
(two 40's and 30,
370/145 on order)
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　 　 ㈧ 主 管 與 下 屬 間 之 関 係 ， 及 部 門 與 部 門 間 之 互 相 聯 絡
， 應 妥 為 計 劃 。 安 裝 電 腦 後 ， 電 腦 中 心 及 使 用 部 門 間 之 合
作 與 否 ， 對 新 系 統 之 推 行 將 有 重 大 之 影 响 。
　 　 ㈨ 於 推 行 電 腦 系 統 時 ， 主 管 在 決 策 上 能 盡 量 顧 及 僱 員
所 遭 遇 之 困 難 ， 加 以 解 決 ， 並 參 考 彼 等 所 提 供 之 意 見 ， 使
僱 員 有 參 予 之 感 覺 ， 對 轉 換 新 系 統 將 有 極 大 之 幫 助 ， 工 作
效 率 自 可 提 高 。
　 　 銀 行 方 面 如 能 深 切 認 識 僱 員 對 電 腦 系 統 之 反 應 ， 使 其
明 瞭 電 腦 化 對 僱 員 有 所 增 益 而 非 損 失 ， 則 電 腦 系 統 之 實 施
自 能 收 到 宏 效 。
9　 　 ㈤ 消 息 傳 遞 之 方 式 ， 大 多 數 職 員 認 為 示 範 傳 達 較 之 文件 更 易 表 達 ， 更 有 效 力 。　 　 ㈥ 一 般 銀 行 僱 員 皆 希 望 於 安 裝 電 腦 之 前 能 獲 銀 行 事 先通 知 。 因 銀 行 僱 員 大 多 慣 於 呆 扳 式 之 工 作 ， 預 先 通 知 可 使
彼 等 在 心 理 上 有 所 準 備 ， 日 後 較 易 適 應 電 腦 系 統 之 運 行 ，
對 新 系 統 推 行 較 有 裨 益 。
　 　 ㈦ 銀 行 與 電 腦 製 造 商 如 能 開 設 各 種 電 腦 班 ， 使 各 部 門
之 職 員 有 一 初 步 或 更 深 切 之 電 腦 知 識 ， 則 對 電 腦 系 統 之 運
用 將 能 自 如 ， 並 可 消 除 及 避 免 任 何 恐 懼 心 理 。
8之 任 何 变 動 均 將 引 起 重 大 影 响 。 大 多 數 銀 行 之 男
職 員 ， 皆 集 中 注 意 於 工 作 成 就 及 升 級 機 會 ， 故 皆
希 望 銀 行 電 腦 化 。 但 電 腦 化 後 ， 對 升 級 之 機 會 無
信 心 ， 其 工 作 上 之 滿 足 感 將 會 下 降 。
⒍ 工 作 態 度 產 生 不 同 觀 感 。 對 目 前 工 作 感 興 趣 之 職
員 。 對 電 腦 化 不 大 樂 觀 ， 但 對 目 前 工 作 不 大 感 興
趣 之 職 員 ， 則 極 贊 成 採 用 電 腦 化 。
㈣ 僱 員 認 為 安 裝 電 腦 要 克 服 之 困 難 包 括 下 列 數 種 ：
⒈ 技 術 上 問 題 。
⒉ 顧 客 來 往 関 係 之 影 响 。
7　 　 　 　 能 將 為 電 腦 所 替 代 ， 故 多 不 願 意 銀 行 電 腦 化 。
　 　 　 ⒋ 冷 漠 或 喜 歡 变 動 之 人 員 ， 較 為 適 應 新 電 腦 系 統 ，
　 　 　 　 因 前 者 對 舊 系 統 無 特 殊 喜 愛 ， 旦 不 易 受 環 境 影 响
　 　 　 　 ， 後 者 則 愛 更 換 環 境 ， 喜 歡 追 逐 潮 流 ， 故 易 接 受
　 　 　 　 電 腦 系 統 之 採 用 。 另 外 ， 服 從 型 之 僱 員 ， 因 慣 於
　 　 　 　 服 從 ， 對 於 任 何 改 变 皆 出 以 漠 視 態 度 ， 故 新 或 舊
　 　 　 　 系 統 對 彼 等 似 無 大 影 响 。
　 　 　 ⒌ 個 人 動 機 及 目 標 影 响 其 對 電 腦 化 之 態 度 ， 如 主 要
　 　 　 　 目 標 在 現 有 工 作 之 外 ， 則 對 現 有 工 作 之 变 動 將 不
　 　 　 　 大 関 心 ， 但 如 對 目 前 工 作 感 到 滿 足 ， 則 工 作 方 面
6㈢ 個 別 職 員 對 電 腦 化 之 反 應 ， 因 個 別 環 境 及 其 他 因 素
之 影 响 而 有 所 不 同 ：
⒈ 男 性 職 員 對 工 作 之 不 滿 感 較 高 ， 且 較 注 重 工 作 上
所 發 生 之 任 何 变 動 。
⒉ 廿 一 歲 以 下 之 職 員 較 贊 成 銀 行 電 腦 化 ， 因 彼 等 對
工 作 尚 未 產 生 濃 厚 興 趣 ， 且 較 喜 歡 变 動 及 工 作 崗
位 改 善 ； 但 年 資 愈 高 之 職 員 則 愈 及 對 銀 行 電 腦 化
， 因 恐 懼 電 腦 將 損 害 其 在 銀 行 之 優 越 地 位 ， 彼 等
大 多 不 願 变 更 其 職 位 。
⒊ 曾 受 商 科 教 育 之 職 員 ， 因 恐 懼 其 商 業 上 之 專 門 技
5人 可 以 應 付 前 所 需 要 二 三 人 始 能 完 成 之 工 作 。
⒋ 職 位 之 安 全 感 無 改 变 。 電 腦 化 對 目 前 工 作 並 無 影
响 ， 因 業 務 擴 張 及 電 腦 部 門 之 設 立 在 在 需 要 新 職
員 ， 裁 員 問 題 並 不 存 在 。
⒌ 人 事 上 之 觀 感 变 動 。 加 強 電 腦 使 用 後 ， 僱 員 感 覺
其 影 响 力 較 前 減 弱 ， 並 產 生 失 落 感 。
⒍ 部 份 人 員 有 優 越 感 。 被 調 至 電 腦 中 心 工 作 之 職 員
， 有 地 位 較 前 提 高 之 感 覺 。
⒎ 職 位 变 動 率 無 特 殊 影 响 。 職 位 变 動 對 銀 行 職 員 而
言 ， 已 屬 司 空 見 慣 之 事 。
4㈡ 電 腦 系 統 之 安 裝 ， 對 僱 員 整 體 之 影 響 ， 有 下 列 數 點
：
⒈ 工 作 內 容 之 变 更 。 安 裝 電 腦 後 ， 在 工 作 上 需 要 較
高 之 正 確 程 度 ， 較 多 之 獨 立 判 斷 及 決 定 ， 更 精 放
之 技 能 ， 而 所 員 之 責 任 則 較 重 ， 同 時 ， 工 作 中 所
獲 之 興 趣 較 低 ， 尤 其 在 初 轉 新 系 統 階 段 ， 完 工 期
限 需 嚴 格 執 行 。
⒉ 升 級 機 會 減 少 。 電 腦 化 後 ， 銀 行 所 需 之 中 階 層 管
理 人 員 將 較 前 減 少 。
⒊ 工 作 荷 較 重 。 部 門 內 工 作 合 併 之 結 果 ， 往 往 一
3集 銀 行 職 員 對 銀 行 電 腦 化 之 意 見 ， 尋 求 現 行 電 子 資 料 系 統
對 銀 行 及 僱 員 之 影 響 程 度 。 此 項 調 查 ， 包 括 從 已 安 裝 電 腦
之 銀 行 及 未 採 用 電 子 資 料 處 理 系 統 之 銀 行 之 僱 員 分 別 抽 樣
， 加 以 事 先 事 後 研 究 ， 比 較 其 差 異 ， 並 進 行 分 析 。
　 　 茲 將 研 究 及 調 查 所 得 ， 撮 述 其 要 點 如 下 ：
　 　 ㈠ 未 安 裝 電 腦 之 銀 行 僱 員 ， 皆 贊 成 銀 行 電 腦 化 ， 認 為
能 提 供 較 好 前 程 及 可 增 加 工 作 效 率 ， 尤 其 那 些 在 同 一 銀 行
分 行 工 作 較 久 之 職 員 ， 覺 得 電 腦 系 統 能 解 除 工 作 上 之 單 調
及 規 律 性 ， 便 商 科 畢 業 之 職 員 ， 認 為 電 腦 化 會 影 響 其 工 作
， 其 特 殊 商 科 技 能 將 會 被 電 腦 淘 汰 。
2否 可 推 行 某 種 措 施 或 政 策 ， 使 其 僱 員 產 生 較 強 之 工 作 適 應
性 ， 因 而 新 系 統 之 實 施 將 更 有 效 率 ？ 筆 者 對 上 列 問 題 ， 為
求 深 入 之 認 識 ， 除 研 究 本 港 銀 行 僱 員 對 使 用 電 腦 之 適 應 及
其 工 作 能 力 外 ， 並 參 放 英 美 各 國 某 些 機 構 僱 員 對 電 腦 化 之
態 度 ， 作 一 比 較 ， 期 望 各 界 人 仕 在 安 裝 電 腦 之 前 ， 對 此 等
問 題 能 作 一 週 詳 之 考 慮 。
　 　 研 究 工 作 包 括 三 個 部 份 ： 　 甲 搜 集 歐 美 作 者 對 此 方 面
之 心 得 ， 及 電 腦 用 於 各 種 行 業 中 對 各 該 業 僱 員 所 產 生 之 影 響 。 　
乙 訪 問 目 前 已 採 用 電 腦 之 銀 行 主 管 人 員 ， 對 其 下 屬
関 於 電 腦 系 統 之 反 應 的 瞭 解 程 度 。 　 丙 進 行 抽 樣 調 查 ， 搜
1　 　 　 　 銀 行 電 腦 化 對 僱 員 之 影 響 　 　 　 　 蕭 幗 卿
　 　 電 子 資 料 處 理 系 統 或 稱 電 腦 系 統 的 使 用 ， 近 年 在 香 港
工 商 業 中 已 相 當 普 遍 ， 尤 其 在 商 業 銀 行 ， 商 業 銀 行 的 分 支
行 分 佈 港 九 各 區 ， 為 提 高 服 務 及 於 短 暫 時 間 內 處 理 大 量 資
料 ， 紛 紛 採 用 電 腦 ， 便 銀 行 主 管 常 過 於 重 視 電 腦 技 術 方 面
的 問 題 ， 而 忽 畧 其 僱 員 是 否 能 適 應 此 等 新 系 統 工 作 。
　 　 銀 行 安 裝 電 腦 後 ， 其 內 部 之 組 織 結 構 及 各 僱 員 之 工 作
範 圍 皆 有 頗 大 變 動 ， 究 竟 銀 行 職 員 對 電 腦 系 統 在 工 作 上 之
觀 感 怎 樣 ？ 每 一 職 員 對 於 新 系 統 之 適 應 程 度 ， 是 否 因 個 人
本 身 的 特 殊 需 要 ， 價 值 觀 念 及 工 作 興 趣 而 有 不 同 ？ 銀 行 是


